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SCE continues to improve communications with customers to increase awareness 
of all assistance programs.  
 
 

 

Leveraging Current Partnerships 
SCE continues to leverage its network of community-based organizations (CBOs) 
and faith-based organizations (FBOs) to promote the CARE/FERA Programs. 
SCE instructed its network of agencies to promote the increase of customer 
outreach by way of email and telephone. This outreach includes educating 
customers on the number of ways to enroll in the CARE/FERA program, 
including utilizing SCE’s website and the CCC whereby customers can instantly 
enroll in the programs and receive CARE/FERA discounts within the current bill 
cycle. SCE is making efforts to reach different segments of potential income-
qualified customers and customers in need by working more extensively with 
CBOs. These CBOs may focus on segments such as refugees, veterans, religions, 
homeless prevention, family outreach and assistance, and food banks.  

Capitation Fee Program 
The CARE/FERA Capitation Fee Program team is continuing its efforts to engage 
existing Capitation Agencies while strategically registering additional contractors 
to overcome enrollment barriers, including language, culture, and special needs, 
to enroll the hardest-to-reach customers. Because of these efforts, the Capitation 
Fee Program continues to show enrollments from agencies that were previously 
inactive. In 2022, SCE has begun recruiting dedicated FERA Capitation Agencies 
in order to bolster FERA enrollments. 
SCE currently has 66 CARE/FERA Capitation Agencies which help income-
qualified customers gain assistance through the CARE and FERA programs. In 
July capitation contractors and outbound calling efforts successfully enrolled 264 
new customers in the CARE/FERA Program. Current and ongoing campaign 
strategies and efforts include: 

• Leveraging events sponsored by communities and cultural celebrations 
to reach populations that may be eligible to enroll in the CARE 
Program. 

• Partnering with SCE personnel to leverage existing SCE relationships 
with FBOs, CBOs, and local governments. 

• Utilizing existing channels to develop creative approaches for agencies 
to conduct CARE/FERA outreach, including community-based virtual 
outreach events and fairs. 

  Describe the efforts taken to reach and coordinate the CARE 
program with other related low-income programs to reach 
eligible customers. 
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SCE enrolls new CARE customers through the Energy Assistance Fund 
(EAF) program, an income-qualified program that helps residential 
households pay their electric bills.  In July, 420 customers who received 
EAF grants were enrolled in CARE. EAF is funded through voluntary 
donations from SCE employees, shareholders, and customers. EAF 
partners with the United Way of Greater Los Angeles and 80+ 
community-based organizations to process EAF assistance requests and 
applications. 
SCE utilizes social media such as Facebook and Instagram to promote 
EAF as well as inform customers on how to apply for grants.  
SCE coordinates CARE enrollment with other income-qualified programs, 
such as ESA, LIHEAP, SoCalGas and certain water utilities. ESA 
participants are automatically enrolled in CARE each month. As described 
in this report, the CARE Program continuously makes efforts to integrate 
messaging with the ESA Program at outreach events, through 
communications, and through marketing campaigns that inform attendees 
about the ESA and CARE program available to qualifying customers. 

Community Outreach & Engagement 
SCE increased its collaboration with Community Based Organizations (CBO). 
SCE shared information with CBOs which in turn shared it with their 
constituents. The resources include rates, wildfire and emergency preparedness, 
critical care backup battery, IQP (CARE/FERA/ESA), medical baseline, and 
COVID-19 assistance to low-income, senior, access and functional needs, tribal, 
multicultural, hard-to-reach, and high fire risk communities.  
 CARE Recertification Complaints 

2.3.1 Report the number of customer complaints received (formal or 
informal, however, and wherever received) about their CARE 
recertification efforts, with the nature of the complaints and 
resolution.  

In response to the COVID-19 State of Emergency and associated 
protections, all CARE and FERA recertifications and verifications had 
been halted. The protections ended on September 30, 2021, so 
recertifications were allowed to resume in October 2021. During the 
month of July, SCE received nineteen recertification complaints of which 
thirteen were resolved and closed. At the end of July, there were a total of 
six recertification complaints pending to be resolved. 
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2.4 Miscellaneous 
CPUC Resolution M-4835 and D.19-07-015 established a permanent set of 
emergency disaster customer protection measures that the utilities are mandated to 
implement in the event of a declared emergency. In response to the mandated 
customer protections, SCE has implemented a CARE post-enrollment verification 
(PEV) freeze to low-income customers impacted by the California emergencies / 
events for a period of one year commencing from the date the Governor of 
California issued an emergency proclamation due to a disaster. 
Per Resolution M-3835 and D.19-07-015, the following table shows a list of 
affected counties currently under emergency protections.  

 
Date of Proclamation Disaster Name Affected County  

10/21/2021 Alisal Fire Santa Barbara 

10/22/2021 French, Windy, and KNP Complex Fires Kern and Tulare 
 

Recertification Extensions 
SCE identified that our new SAP-based customer service system cannot initiate 
more than 4,500 recertification requests per day or risk potential system failures 
which would result in recertification requests not being mailed. To ensure all 
customers receive their recertification requests, the system will issue the first 
4,500 requests and extend the due dates for the additional recertifications to a day 
that has a lower volume of requests. See the follow table for an example: 

Sample of Recertification Extension Methodology 

 

CARE/FERA and CCAs 
Western Community Energy (WCE), a Community Choice Aggregator (CCA), 
recently filed for bankruptcy and approximately 113,500 customers were 
transitioned back to SCE generation service.  During the transition, a billing 
system issue resulted in accounts being incorrectly enrolled in or de-enrolled from 
the CARE and FERA programs.  SCE has corrected these accounts and is 
working to ensure customers receive an accurate, updated bill. 
SCE held a virtual townhall meeting to update WCE customers and answer their 
questions. A special Call Center phone number was implemented specifically for 
WCE customers which bypasses normal wait times and is staffed by trained 
representatives familiar with the WCE transition. Additionally, letters were 
mailed to all impacted customers explaining the transition. These letters included 
the special WCE phone number should the customers have additional questions. 
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In our commitment to continuous improvement, SCE has leveraged the lessons 
learned from the WCE transition and has developed new processes to mitigate the 
issues outlined above. These processes include technical enhancements to our 
customer service system, updated technical analytics, and the use of robotics for 
timely, mass corrections. As a result, SCE has been able to transition customers 
better to and from CCAs. 

2.5  Pilots and Studies 

2.5.1  CARE Program Studies 
2022 Low Income Needs Assessment (LINA) Study 
The statewide Low Income Needs Assessment is a statewide study 
project-managed by SCE. The contractor hired to conduct the study is 
Evergreen Economics. The objective of the 2022 Needs Assessment is to 
better understand the needs of low-income renters. In terms of status, the 
research plan was finalized in March 2021. Since then, a market 
characterization has been conducted based on current census data, 
interviews with CBOs and contractors were conducted, the data collection 
sampling plan was finalized, and data collection instruments have been 
developed. The project is on track to be completed by December 2022.  
ESA/CARE Categorical Study 
The statewide Categorical Study will examine the relative alignment of the 
means-tested programs currently used as proxies for low income to enable 
enrollment in ESA, CARE and FERA. The study will also examine other 
programs and the potential of the programs to facilitate automatic 
enrollment in the income qualified programs. SDG&E is the contract 
manager for the study.  During January and February of 2022, the scope of 
work was discussed and vetted with the study working group. The work 
scope has been finalized and the Request for Proposals (RFP) were 
released to potential bidders. The proposal review process completed in 
April 2022. Evergreen Economics has been selected as the research 
consultant. A public workshop on the draft research plan is expected to be 
held during Q3.     

CARE CHANGES Evaluation 
The CHANGES program will have 2 evaluations during the program 
cycle. The CPUC’s Customer Affairs division is leading the evaluation 
with assistance from Energy Division staff.  PG&E is managing the 
contract on behalf of the four IOUs and the CPUC. The first evaluation 
work scope was distributed in November and the evaluation consultant 
was selected in December 2021. Opinion dynamics was selected to 
evaluate the project.  During the first quarter the study team and the 
evaluator discussed potential adjustments to the submitted word scope 
prior to finalizing the full research plan. 
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2.5.2   CARE Program Pilot (Outbound PEV Pilot) 
SCE has been meeting with the other statewide IOUs to simultaneously conduct 
a coordinated six-month outbound call pilot for “attempted but failed” Post-
Enrollment Verification (PEV) households. These meetings have allowed the 
IOUs to discuss operational workflows and reporting requirements. The 
Outbound PEV Pilot launched on June 1st. An SCE representative is calling 
customers who have submitted multiple incomplete verification documentation 
sets to inform them of what they need to complete the request and answer any 
questions the customer may have. 
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 FERA EXECUTIVE SUMMARY 
 FERA Program Summary 
The FERA program is a low-income energy rate program that provides a monthly 
discount to qualifying households in SCE’s service territory. To qualify for FERA, 
households of three or more must have income above 200% of the Federal Poverty 
Guidelines and be at or below 250% of the Federal Poverty Guidelines. Through FERA, 
customers can save about 18% a month on their electric bill. Income qualified customers 
include residential single-family households and customers in sub-metered residential 
facilities. 
The Income Qualified Program (IQP) will continue to use the Disproportionate Stratified 
Random Sampling (DSRS) framework to capture more customers who are more likely to 
fail the FERA eligibility verification. IQP shall sample a greater share of customers 
residing in “high income” areas as well as those who have been enrolled in either 
program for only a short period of time. More specifically, customers living in areas 
where the proportion of households having incomes of 200% of the Federal Poverty 
Level (FPL) and below is lower than the overall median level of this measure for the 
entire low-income population will be oversampled 1.5 times relative to customers who 
reside in areas where the proportion of households with incomes of 200% FPL and below 
is at or above the median of the same poverty measure. Additionally, customers who have 
been enrolled in FERA for two years or less will also be oversampled 1.5 times relative 
to customers who have been with either low-income program for more than two years. 
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Please provide FERA Program summary costs. 
The following table provides the FERA budget ad expenses by category.7  

FERA Budget Categories 
Authorized 

Budget 
Expenses Year-to-

Date 
% of 2022 Budget 

Spent 
Outreach $665,695  $501,354  75% 
Processing / Certification 
Re-certification $382,745   $17,281  5% 
Post Enrollment Verification  $120,867   $9,161  8% 
IT Programming $30,000  $4,021  13% 
Pilot(s)  $-   $-  0% 
Studies $24,000   $-  0% 
Regulatory Compliance $15,445   $-  0% 
General Administration $43,153  $7,304  17% 
CPUC Energy Division $4,375   $-  0% 
Total Expenses $1,286,280  $539,120  42% 
Subsidies and Benefits $28,746,536  $5,928,852 21% 
Total Program Costs & 
Discounts $30,032,816  $6,467,973 22% 

 
Provide the FERA Program enrollment rate to date. 

 

FERA Enrollment 

Participants 
Enrolled 

Eligible 
Participants 

Enrollment 
Rate 

24,791 221,674 11% 

3.2 Outreach 
3.2.1 Discuss utility outreach activities and those undertaken by 
third parties on the utility’s behalf. 

The CARE and Family Electric Rate Assistance (FERA) outreach efforts 
and communications to SCE’s in-language and underpenetrated areas 
continue to be a priority. SCE’s CARE/FERA programs partner with 
internal departments such as Local Public Affairs (LPA), Consumer 
Affairs, Marketing, Corporate Communications, Strategic Engagement, 
and Business Solutions. SCE also conducts external outreach efforts with 

 
7 FERA budget reflects what was authorized in D.21-06-015 at 472, OP 1. 
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various chambers, foundations, faith-based and community-based 
organizations in different activities that target SCE’s hard-to-reach 
customer base. 
SCE continues to provide all customers who contact SCE’s Customer 
Contact Center (CCC) to request payment arrangements the opportunity to 
sign up for CARE/FERA immediately.  
SCE marketing effort to distinguish CARE and FERA customers by 
having noticeable differences in the campaign, understanding the 
demographics and target audience for each program, and tailoring the 
marketing to the specific groups. SCE is ramping up outreach activities to 
FERA customers to meet the 50% penetration goal by 20238. This 
campaign will help target FERA customers in a different way than 
previous years. SCE will engage customers in multiple channels to fit the 
customers’ preferred way to communicate via social media, text message 
campaigns, direct mail, email, sce.com, webinars, community-based 
organizations, and banner ads in applications. SCE will increase its digital 
communication and email methodology for efficient and effective 
marketing to grow FERA participation.  

  

 
8 D.21-06-015, OP 24. 
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Direct Marketing 
SCE targets customers who may be eligible for and benefit from income qualified 
programs. FERA customers can receive an average of 18% off their bill. In July, 
approximately 139,800 emails were sent out for FERA and approximately 
147,700direct mail pieces sent to potential FERA applicants. See illustrations of 
the marketing pieces below. 
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Community Outreach & Engagement 
SCE increased its collaboration with Community Based Organizations (CBOs). 
SCE shared information with CBOs which in turn shared it with their 
constituents. The resources include information regarding rates, wildfire and 
emergency preparedness, critical care backup battery, IQP (CARE/FERA/ESA), 
medical baseline, and COVID-19 assistance to low-income, senior, access and 
functional needs, tribal, multicultural, hard-to-reach, and high fire risk 
communities. 

FERA Partners (Capitation Agencies) 

Capitation Agencies 
ESA Leads N/A 

FERA Enrollments 1 
FERA Recertifications N/A 

3.3 FERA Recertification Complaints 

3.3.1  Report the number of customer complaints received (formal 
or informal, however and wherever received) about their FERA 
recertification efforts, with the nature of the complaints and 
resolution. 
There were no FERA recertification complaints for the month of July.  

3.4 Pilots and Studies 

3.4.1 FERA Program Studies 

Categorical Study 

3.4.2 FERA Program Pilot 

FERA currently has no program pilot underway.  
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 APPENDIX A – ESA, CARE, AND FERA PROGRAM TABLES 

4.1 ESA Program Summary Expenses 

ESA Program - Table 1 - Main Program (SF, MH, MF In-Unit) Expenses 

ESA Program - Table 1A – MF In-Unit, MF CAM, MFWB, Pilot(s) and CSD 
Leveraging Program Expenses 

ESA Program - Table 2 - Program Expenses & Energy Savings by Measures Installed 
(SF, MH, MF In-Unit) 

ESA Program - Table 2A - Program Expenses & Energy Savings by Measures Installed 
(CSD Leveraging) 

ESA Program - Table 2B - Program Expenses & Energy Savings by Measures Installed 
(Multifamily Common Area Measures) 

ESA Program – Table 2B-1 – Eligible Common Area Measures List 

ESA Program - Table 2C - Pilot Plus and Pilot Deep Program Expenses & Energy 
Savings by Measures Installed 

ESA Program - Table 2D – Pilot Program Expenses & Energy Savings by Measures 
Installed 

ESA Program - Table 3A, 3B, 3C, 3D, & 3F - Average Bill Savings per Treated Home 

ESA Program - Table 4A, 4B, 4C, & 4D – Homes/Buildings Treated 

ESA Program - Table 5A, 5B, 5C, & 5D - Program Customer Summary 

ESA Program - Table 6 - Expenditures for Pilots and Studies 

ESA Program – Table 7 – Customer Segment Participation/Enrollments  

ESA Program – Table 8 – Clean Energy Referral, Leveraging, and Coordination 

ESA Program – Table 9 – Tribal Outreach 

4.2 CARE Program Tables 

CARE Program - Table 1 - CARE Overall Program Expenses 

CARE Program - Table 2 - CARE Enrollment, Recertification, Attrition, and 
Penetration 

CARE Program - Table 3a & 3b - CARE Post-Enrollment Verification Results (Model 
& High Usage) 
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CARE Program - Table 4 - Enrollment by County 

CARE Program - Table 5 - Recertification Results 

CARE Program - Table 6 - Capitation Contractors 

CARE Program - Table 7 - Expenditures for Pilots and Studies 

CARE Program - Table 8 - Disadvantage Communities Enrollment Rate 

CARE Program - Table 8a - Top 10 Lowest Enrollment Rates 

4.3 FERA Program Tables 

FERA Program - Table 1 - FERA Overall Program Expenses 

FERA Program - Table 2 - FERA Enrollment, Recertification, Attrition, and Penetration 

FERA Program - Table 3a & 3b - FERA Post-Enrollment Verification Results (Model 
& High Usage) 

FERA Program - Table 4 - Enrollment by County 

FERA Program - Table 5 - Recertification Results 

FERA Program - Table 6 - Capitation Contractors 
 


